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
IRU SHUIRUPDQFHPHDVXUHPHQWV DQGKHOSV RUJDQL]DWLRQ LGHQWLILHVZKDW VKRXOG EH GRQH DQGPHDVXUHG ,W HQDEOHV
RUJDQL]DWLRQWRWUXO\H[HFXWHWKHLUVWUDWHJLHV'UV.DSODQDQG1RUWRQILUVWGHWDLOHGWKLVQHZDSSURDFK
WRVWUDWHJLFPDQDJHPHQWLQDVHULHVRIDUWLFOHVDQGERRNV7KH%6&LVDPDQDJHPHQWV\VWHPRUWRROWKDWHQDEOHV
RUJDQL]DWLRQV WR WUDQVIRUP WKHLU YLVLRQ DQG VWUDWHJ\ LQWR DFWLRQ ,W SURYLGHV RSLQLRQ DQG YLHZ IURP WKH LQWHUQDO
EXVLQHVVSURFHVVHVDQGH[WHUQDOHIIHFWVLQRUGHUWRFRQVWDQWO\LPSURYHSHUIRUPDQFHDQGUHVXOWV.DSODQ	1RUWRQ

7KH%6& LVZHOOPDWFKHG WR WKH NLQGRIRUJDQL]DWLRQ WKDWPDQ\ DUH WU\LQJ WREHFRPH7KH%6& IRFXVHVRQ
VWUDWHJ\DQGYLVLRQLQVWHDGRIFRQWURO,WHVWDEOLVKHVJRDOVEXWEHOLHYHWKDWSHRSOHZLOODGRSWWRZKDWHYHUEHKDYLRUV
DQGWDNHZKDWHYHUDFWLRQVWKDWDUHHVVHQWLDOWRDUULYHDWWKRVHJRDOV.DSODQ	1RUWRQ7KHVWDUWLQJSRLQWLV
WKDW DSURSHUJRDOSODQQLQJPHDVXUHPHQW DQGPRQLWRULQJRIRXWFRPHV LV HVVHQWLDO WR WKH ODVWLQJ VXFFHVVRI DQ\
RUJDQL]DWLRQ7KLV SRLQW WULJJHUV WKH ILUVW IRFXV RI WKLV VWXG\RQKRZ WKH%6&FDQ OHDG WR WKH LPSURYHPHQWV LQ
PDQDJHPHQW SHUIRUPDQFH DQG LQ VSHFLILF WR HQKDQFH VWUDWHJ\ LPSOHPHQWDWLRQ DQG HYDOXDWLRQ ,Q GHWDLO WKH
FRQWULEXWLRQVGLOHPPDVDQGOLPLWDWLRQVFRQQHFWHGZLWKDGRSWLQJWKH%6&LQZakatLQVWLWXWLRQVZLOOEHGLVFXVVHG
,QWKHFXUUHQWHFRQRPLFHQYLURQPHQW%6&LVFUXFLDOWRWKHRUJDQL]DWLRQ¶VFRPSHWLWLYHQHVVLUUHVSHFWLYHRISURILW
RU QRQSURILW RULHQWHG 6WXGLHV KDYH H[DPLQHG WKH VXFFHVVIXOQHVV RI %6& LQ RUJDQL]DWLRQV VSHFLILFDOO\ LQ
PDQDJHPHQWSURFHVV$KQ0DUWLQVRQV'DYLVRQ	7VH7KHVHVWXGLHVDGGUHVVWKHIRXUSHUVSHFWLYHV
)LQDQFLDO &XVWRPHU ,QWHUQDO %XVLQHVV 3URFHVV DQG /HDUQLQJ DQG *URZWK SHUVSHFWLYHV 7KHVH SHUVSHFWLYHV DUH
PHDVXUHGWKURXJKJUHDWHIIHFWRQWKHHYDOXDWLRQRIWKHFRPSDQ\E\VKDUHKROGHUVDQGFUHGLWRUVVXFFHVVLQPHHWLQJ
FXVWRPHU H[SHFWDWLRQV LPSURYLQJ FULWLFDO EXVLQHVV SURFHVVHV DQG LPSURYLQJ LWV DELOLW\ WR DGDSW LQQRYDWH DQG
JURZ3UHYLRXVVWXGLHV$OMDUGDOL.DGHUL	/HY\7DGMLQH&KHQ<DQJ	6KLDX&KLQJ&KRZ/DL
<X	&KLK:HL*ULIILWKVKDYHDOVRGLVFXVVWKHLPSOHPHQWDWLRQRI%6&LQQRQSURILWRUJDQL]DWLRQ
$OMDUGDOL HW DO  IRU H[DPSOH LQ WKHLU SDSHURI WKH LPSOHPHQWDWLRQRI WKHEDODQFHG VFRUHFDUG LQ/HEDQHVH
SXEOLF KLJKHU HGXFDWLRQ LQVWLWXWLRQV SURSRVHG D PRGHO WKDW FUHDWHV D IUDPHZRUN IRU WKH RYHUDOO RUJDQL]DWLRQDO
SHUIRUPDQFH7KH\IRXQGWKDW7KH/HEDQHVHSXEOLFKLJKHUHGXFDWLRQ3+(,LQVWLWXWLRQVVXIIHUVPDQ\IXQGDPHQWDO
LVVXHV OLNH SROLWLFDO DQG UHOLJLRXV DQG WKH\ FUHDWHG D IUDPHZRUN WKDW HQDEOHV 3+(, WR LPSOHPHQW WKH %6&
+RZHYHU WKH LPSRUWDQFHRI%6&LQ UHOLJLRXV LQVWLWXWLRQVVXFKDVZakat LQVWLWXWLRQVVSHFLILFDOO\ LQ0DOD\VLDKDV
UDUHO\EHHQGLVFXVVHG7KLVLVGXHWRWKHIDFWWKDWWKLVLQVWLWXWLRQKDVVXFFHVVIXOO\SHUIRUPHGLQWHUPRIFROOHFWLRQ
7KXV WKH LPSOHPHQWDWLRQ RI %6& LQ Zakat LQVWLWXWLRQV FDQ LPSURYH WKH WUDQVSDUHQF\ IHDWXUH SUHFLVHO\ WKH
GLVWULEXWLRQDVSHFWVZKLFKFRQVWDQWO\EHLQJREVHUYHGE\SXEOLF7KLVEHFRPHWKHVHFRQGIRFXVRIWKLVVWXG\ZKLFK
LVWRLQWURGXFH%6&LQQRQSURILWRUJDQL]DWLRQVSHFLILFDOO\ZakatLQVWLWXWLRQV)RUWKLVSXUSRVHZHSURSRVHWKHILIWK
SHUVSHFWLYHRI%6&5HOLJLRVLW\ZKLFKKDV UDUHO\EHHQGLVFXVVHG(YHQ WKRXJKZakat LQVWLWXWLRQVDUHQRQSURILW
RULHQWHGEXWGXH WR WKHLU UROH WRSURPRWHVRFLRHFRQRPLFVRI WKHSXEOLF%6&UHPDLQVFUXFLDOVLQFHSHUIRUPDQFH
PHDVXUHDQGTXDOLW\PDQDJHPHQWKDGEHFRPHWKHPDLQVRXUFHRIFRPSHWLWLYHDGYDQWDJHVIRUERWKSURILWDQGQRQ
SURILW RUJDQL]DWLRQV LQ WKH QHZ HFRQRP\ 7KH XVH RI %6& LV LPSRUWDQW WR Zakat LQVWLWXWLRQV DV WKH %6& KDV
SRWHQWLDO LQSURYLGLQJVXVWDLQDELOLW\ LQ IXWXUHDQGQHHG WREHGHYHORSHG WKDWFRXOGEHXVHGE\ WKH LQVWLWXWLRQV WR
DFFRPSOLVKLWVJRDOVLQFUHDVHHIILFLHQF\DQGHIIHFWLYHQHVVRIWKHRUJDQL]DWLRQV7KHREMHFWLYHVRIWKLVSDSHUDUHWR
LQYHVWLJDWH WKH UHODWLRQVKLS RI%6&ZLWKZakat LQVWLWXWLRQV SHUIRUPDQFH$V VWXGLHV UHJDUGLQJ%6& LQ UHOLJLRXV











WKDW ILQDQFLDOPHDVXUHV VKRXOG EH DGGHG ZLWK DGGLWLRQDO LQIRUPDWLRQ WKDW UHIOHFW FXVWRPHU VDWLVIDFWLRQ LQWHUQDO







RI SDVW SHUIRUPDQFH ZLWK PHDVXUHV RI WKH IXWXUH SHUIRUPDQFH 1RUWRQ 	 .DSODQ  7KH\ DOVR VHW XSRQ
PDLQWDLQLQJDEDODQFHEHWZHHQVKRUWDQGORQJWHUPREMHFWLYHVILQDQFLDODQGQRQILQDQFLDOPHDVXUHVODJJLQJDQG
OHDGLQJ LQGLFDWRUV DQG LQWHUQDO DQG H[WHUQDO SHUIRUPDQFH SHUVSHFWLYHV 0DQDJHPHQW IRFXV WR SHUIRUPDQFH
PHDVXUHVZLOOKHOSWRHQVXUHJRRGVKRUWWHUPILQDQFLDOSHUIRUPDQFHDQGDOVRZLOOJXLGHWKHRUJDQL]DWLRQDVLWVWULYH
WRDFKLHYHLWVJRDOV0DUWLQVRQVHWDO
7KHUH KDG EHHQ YDULRXV UHVHDUFK FRQGXFWHG RQ WKH UHODWLRQVKLS EHWZHHQ%6& DQG RUJDQL]DWLRQ SHUIRUPDQFH
VXFK DV LQ JRYHUQPHQW VHFWRU 0F*LOOLFXGG\  EDQNLQJ VHFWRU $O1DMMDU 	 .DODI  DQG
WHOHFRPPXQLFDWLRQ LQGXVWU\ 1]XYH 	 1\DHJD  )RFXVLQJ RQ JRYHUQPHQW VHFWRU 0F*LOOLFXGG\ 
H[DPLQHG %6& LQ0HFNOHQEXUJ &RXQW\ DW 1RUWK &DUROLQD E\ XVLQJ WKH GDWDGULYHQ GHFLVLRQV DOLJQHG ZLWK WKH




PHDVXUHPHQW WRRO DQG VXJJHVWV WKDW WKH FRPSDQ\ VKRXOG SURYLGH VXIILFLHQW UHVRXUFHV IRU IXQGLQJ PRUH
FRPSUHKHQVLYHVHQVLWLYLW\$QRWKHUYLHZSRLQWZRXOGEHDVWXG\FRQGXFWHGE\$O1DMMDUDQG.DODI 7KH\
DQDO\VHV WKHFDXVHHIIHFW UHODWLRQVKLSVEHWZHHQ WKHQRQILQDQFLDODQG WKHILQDQFLDO VFRSHVRI WKH%6&ZKHUH WKH
VXFFHVVIXOLPSOHPHQWDWLRQRIWKH%6&FRPHVIURPWKHWRSPDQDJHPHQWRIWKHEDQNZKRWKHRQHWKDWVKRXOGVKRZ
LWV FRPPLWPHQW WR WKH DGRSWLRQ RI WKH %6& +HQFH WKH %6& ZRXOG SURYLGH RUJDQL]DWLRQ ZLWK D EHWWHU
XQGHUVWDQGLQJRQ WKH LQWHUQDO DQG H[WHUQDO LVVXHV LQ WKHLU RUJDQLVDWLRQVZKLFK LQ WKH HQGZRXOG LQIOXHQFH WKHLU










WKHLU VSHFLILF ILQDQFLDODLPV WKDW UHODWHV WR WKH ILQDQFLDODLPVRI WKHZKROHRUJDQL]DWLRQ7KXV WKHRUJDQL]DWLRQV
HPEUDFH WKH RUJDQL]DWLRQV ILQDQFLDO VWUDWHJ\ 7KLV SHUVSHFWLYH LV WKH PRVW LPSRUWDQW SHUVSHFWLYH WR IRFXV RQ
EHFDXVHLWLQFOXGHVPHDVXUHVRIRSHUDWLQJLQFRPHUHWXUQRQFDSLWDOHPSOR\HGDQGHFRQRPLFYDOXHDGGHGLQZakat 
LQVWLWXWLRQV&KL DQG*XUVR\ 6KDILHH+RVVHLQ]DGHK/RWIL DQG6DOHK  VXJJHVWV WKDW WKHKLJKHU WKH





2.2 Customer perspective 

7KHFXVWRPHUSHUVSHFWLYHRIWKH%6&LVDUJXDEO\WKHPRVWLPSRUWDQWSDUWRIWKHDSSURDFK.DSODQ	1RUWRQ
 IRXQG WKUHH IXQGDPHQWDO LQIOXHQFHGDFXVWRPHU¶VGHFLVLRQ WRXVHDQG UHWXUQ WRDEXVLQHVV WKHSURGXFWRU
VHUYLFH VXSSOLHG WKH RUJDQL]DWLRQ LPDJH DQG WKH UHODWLRQVKLSPDQDJHPHQWZLWK WKH FXVWRPHU0DQDJHPHQW KDV
VKRZQ DQ LQFUHDVLQJ XQGHUVWDQGLQJ RI WKH LPSRUWDQFH RI FXVWRPHU DWWHQWLRQ DQG FXVWRPHU VDWLVIDFWLRQ LQ DQ\
EXVLQHVV 7KH SXUSRVH RI WKH &XVWRPHU 3HUVSHFWLYH LV WR IRFXV RQ WKH WDUJHW FXVWRPHUV 7KLV ZLOO DOORZ
RUJDQL]DWLRQV WRFUHDWH VWUDWHJLHV FRQVLVWHQWZLWK WKH W\SHRIFXVWRPHUV WKH\ZDQW WR DWWUDFW )DURRT	+XVVDLQ








2.3 Internal business process perspective 

/H\PDQQ	$OWHQKXEHUVXJJHVWWKDWWKHEXVLQHVVSURFHVVHVJLYHVZD\RQKRZRUJDQL]DWLRQDOUHVRXUFHV
DUHXVHG7KH\DGGHG WKDW WKH UHFRJQLWLRQRIEXVLQHVVSURFHVVHVDVDPDLQDVVHWRIDQRUJDQL]DWLRQ LVEHFRPLQJ
EURDGO\ DFNQRZOHGJHG 7KH YDOXH RI WKH EXVLQHVV SURFHVVHVZLOO LQIOXHQFH WKH YDOXH RI WKH SHUIRUPDQFH RI DQ
RUJDQL]DWLRQ7KH,QWHUQDO%XVLQHVV3URFHVVSHUVSHFWLYHIRFXVHVRQZKDWSURFHVVHVERWKORQJDQGVKRUWWHUPPXVW
WKHRUJDQL]DWLRQH[FHODW WRDFFRPSOLVK LWV ILQDQFLDODQGFXVWRPHUREMHFWLYHV%RVFLD&ROOHJH	0FDIHH
/LQ<X	=KDQJ0F*UHJRU7KXVDFRPSOHWHLQWHUQDOEXVLQHVVSURFHVVVWDUWVZLWKWKHLQQRYDWLRQ














2.4 Innovation and learning (learning and growth) perspective 

/DVNHGHILQHG OHDUQLQJDQGJURZWKDVDIUDPHZRUNIRUPHDVXULQJHPSOR\HHVDWLVIDFWLRQSURGXFWLYLW\
DQGUHWHQWLRQ LQ WKHEDVLVRI WKH%6&7KHOHDUQLQJDQGJURZWKSHUVSHFWLYHRI%6&UHVWV³WKHIRXQGDWLRQIRUDOO
VWUDWHJ\´ GHO 6RUGR 2UHOOL 3DGRYDQL 	 *DUGLQL  .DSODQ 	 1RUWRQ  $ SHUVSHFWLYH WKDW LV
³GHYHORSPHQWDO´ LQ WKH VHQVHRIGHYHORSPHQWRI IXOO\GHYHORSHGPHQWDO JURZWKRYHU WKH OLIHWLPH /DVNH








EH YLHZHG DV D EHOLHI LQ*RG RU RWKHU VSLULWXDO EHOLHIV LQ GHILQLQJ WKH H[WHQW WRZKLFK SHRSOH IXOO\PHHW WKHLU
UHVSRQVLELOLWLHVDQGREOLJDWLRQV$UJXPHQWPDGHE\0DUJROLVUHOLJLRXVIDLWKFDQVXSSRVHGO\SURYLGHPRUDO
ERXQGV WRGLVWLQJXLVKDQG LQGLFDWHEHWZHHQJRRGDQGEDGEHKDYLRU LQDQ\UHOLJLRQ7KLVFRQFHSW LV LPSRUWDQWDV
PXFK RI WKHZakat LQYHVWLJDWHV WKH UROH RIPRUDO YDOXHV KHOG E\ LQGLYLGXDOV WRZDUGVZakat FRPSOLDQFH:KLOVW
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RIZakat LQVWLWXWLRQV:HEHOLHYHZakat LQVWLWXWLRQVZLOO ILQG LW LVXVHIXO WRREVHUYHKRZ LWRSHUDWHVDQGSHUKDSV
FKDQJH WKHLU RZQ SUDFWLFH 7KHUH LV OLNHO\ WR EH JUHDWHU DFFHSWDQFH RI WKH %6& DV D VWUDWHJ\PDQDJHPHQW DQG




PDQDJHPHQW RIZakat LQVWLWXWLRQV0RUHRYHU WKH SHUIRUPDQFH RIZakat LQVWLWXWLRQVZDV VWURQJO\ LQIOXHQFHG E\
IRXU SHUVSHFWLYHV RI EDODQFH VFRUH FDUG 7KXV WKH GHYHORSPHQW RI ILQDQFLDO PHDVXUHV FXVWRPHU VDWLVIDFWLRQ
LQWHUQDO EXVLQHVV SURFHVV DQG OHDUQLQJ DQG JURZWKRIZakat LQVWLWXWLRQVZLOO XSJUDGH WKH SHUIRUPDQFH RIZakat
LQVWLWXWLRQV
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